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DETAILED ACTION 
Continued Examination Under 37 CFR 1.114 

1. A request for continued examination under 37 CFR 1.114, including the fee set 
forth in 37 CFR 1 .17(e), was filed in this application after final rejection. Since this 
application is eligible for continued examination under 37 CFR 1.114, and the fee set 
forth in 37 CFR 1.17(e) has been timely paid, the finality of the previous Office action 
has been withdrawn pursuant to 37 CFR 1.114. Applicant's submission filed on 

1 1/8/2005 has been entered. 

Claim Status 

2. Claims 1-30, 40 and 41 have been presented for reconsideration and are 
pending. 

Claim Rejections - 35 USC § 103 

The text of those sections of Title 35, U.S. Code not included in this action can 
be found in a prior Office action. 

3. Claims 1-2, 4-6, 13-14, 16-18, 22-23, 25-27, 40-41 are rejected under 35 U.S.C. 
103(a) as being unpatentable over Gifford of record in view of Talati. 

Regarding claim 1 , Gifford teaches a method of delivering items of content from a 
storage location to client devices at remote locations through e-mail based inquiry- 
response automation. See Figures 1, 6, 7, 14, 16 and the corresponding portions of 
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Gifford's specification for this disclosure. In particular, Gifford teaches A method of 
delivering items of content from a storage location [Figure 1, item 65] to client devices at 
remote locations [Figure 1] through an e-mail based inquiry-response automation, the 
method comprising the steps of 

- Providing a content delivery system for customer support 

- storing plural items of content, wherein the plural items of content are 
technical support information [Figure 1, item 65, Figure 2, Column 4, lines 43-51] 

- storing respective descriptions of the items of content and respective order 
codes for the items of content [Figure 1, item 65, Figure 2, Column 4, lines 52-55] 

- receiving a first message via e-mail [system can implement an electronic 
mail order system (Column 7, lines 9-10)] from a user of a given client device at a 
remote location, whereby an inquiry-response transaction is initiated [Figure 6, 
items 1 9-20] 

- responding via e-mail to the first e-mail message with a prompt message 
item, the prompt e-mail message including an arrangement of descriptions and 
order codes for a plurality of the items of content and instructions to the user for 
ordering the items of content [Figure 6, item 22, 23, 24, Column 5, lines 18-28] 

- parsing the second e-mail message for at least one of the order codes 
specified by the user [Figure 6, item 25] 

- extracting the items of content identified by the order codes in the second 
e-mail message [Figure 6, item 30] 
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- packaging the items of content from the extracting step into a single 
package unit [Figure 6, item 30] 

- responding via e-mail to the second e-mail message with a response e- 
mail message comprising the single package unit comprising the items of content 
corresponding to the order in the second e-mail message [Figure 6, item 31]. 

Gifford does not expressly teach assigning a tracking code for the e-mail based 
inquiry-response transaction or parsing the second e-mail message and identifying the 
tracking code in the second e-mail message. 

Talati discloses a method similar to Gifford providing for an online system for 
electronic commerce. See Figures 1 and 2 and the corresponding portions of Talati's 
specification for this disclosure. In particular, Talati uses a Unique Global Transaction ID 
(UTID) in order to help identify the originator (user) [Column 4, lines 49-51, Figure 12, 
item 331]. Talati also teaches "the use of the UTID in all communications" Talati Column 
6, lines 44-52. 

At the time of the invention, it would have been obvious to a person of ordinary 
skill in the art to use the UTID tracking code of Talati with the online transaction system 
of Gifford. 

The motivation for doing so would have been to reduce fraudulent transactions 
as evidenced by Talati Column 6, lines 44-52. 
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Applicant Primarily Argues 

The references of record fail to teach the limitation "storing plural items of 
content, wherein the plural items of content are technical support information/' 

Examiners Response 

Applicant uses the phrase "technical support information" at para 0028, after 
studying this paragraph carefully, there does not appear to be a definition provided for 
this phrase. The examiner does not believe this phrase to be a term of art; however, if 
evidence is presented to the contrary, the examiner will reconsider. Therefore, this 
phrase has been interpreted as is accordance with the dictionary. The technical support 
information is simply a part of a product description. 

Regarding claim 2, Gifford in view of Talati teaches the method of delivering 
items of content from a storage location to client devices at remote locations through e- 
mail based inquiry-response automation of claim 1. In particular, the combination 
teaches further comprising, after the step of parsing the second e-mail message for at 
least one of the order codes, if the second e-mail message does not have at least one 
order code specified by the user [Gifford: Figure 7, item 33], then responding via e-mail 
to the second e-mail message with a simpler prompt message [Gifford: Figure 7, item 
34], the simpler prompt e-mail message including the arrangement of descriptions and 
order codes for a plurality of the items of content, the tracking code, and simpler 
instructions to the user for ordering the items of content [Gifford: Column 7, lines 30-49]. 
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Regarding claim 4, Gifford in view of Talati teaches the method of delivering 
items of content from a storage location to client devices at remote locations through e- 
mail based inquiry-response automation of claim 1. In particular, v\^herein the response 
e-mail message includes the tracking code [Talati: Column 6, lines 44-52]. 

Regarding claims 5 and 6, Gifford in view of Talati teaches the method of 
delivering items of content from a storage location to client devices at remote locations 
through e-mail based inquiry-response automation of claim 1. 

The combination as applied to claim 1 does not teach storing the first and second 
e-mails. However, Talati further teaches storing the first e-mail and second e-mail 
messages as shown in Talati: Figure 11, item 315 and 330. 

At the time of the invention it would have been obvious to one of ordinary skill in 
the art, to use the e-mail database of Talati with the e-commerce system of Gifford. 

The motivation for doing so would have been to keep a record of the transactions 
and to determine the format of the email as evidenced by Talati Column 8, lines 47-61 . 

Claims 13-14, 16-18, and 22-23, 25-27 refer to the system for method claims 1-6 
thus are rejected for the same reasons as claims 1-2, 4-6. 

Claim 40 refers to the system of claims 13, thus is rejected for the same reasons 
as claim 13. 
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Claim 41 refers to the method of claims 1, thus is rejected for the same reasons 
as claim 1. 

4. Claims 3, 15 and 24 are rejected under 35 U.S.C. 103(a) as being unpatentable 
over Gifford of record in view of Talati of record, further in view of Applicant Admitted 
Prior Art (AAPA) at paragraph [0004]. 

Regarding claim 3, Gifford in view of Talati in view of AAPA teaches the method 
of delivering items of content from a storage location to client devices at remote 
locations through e-mail based inquiry-response automation of claim 2. In particular, 
further comprising receiving a third message via e-mail from the user [Gifford : Figure 6, 
item 21] parsing the third e-mail message and identifying the tracking code in the third 
e-mail message [Talati Column 6, lines 44-52] parsing the third e-mail message for at 
least one of the order codes specified by the user if the third e-mail message has at 
least one order code specified by the user, then extracting the items of content identified 
by the order codes in the second e-mail message packaging the items of content from 
the extracting step into a single package unit responding via e-mail to the second e-mail 
message with a response e-mail message comprising the single package unit 
comprising the items of content corresponding to the order codes in the second e-mail 
message [Gifford: Figure 6,7]. 
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Gifford in view of Talati does not teach if the third e-mail message does not have 
at least one order code specified by the user, then referring the third e-mail message to 
a human specialist at a client device. 

However as applicant's admits in paragraph [0004] that "In the past, telephone 
operators and support staff have typically been required to retrieve the information 
requests. 

Therefore it would have been obvious to one of ordinary skill in the art at the time 
the invention was made, in combination with applicant's knowledge of the art to, refer to 
a human specialist when the automation of the process reached an impasse, i.e. if the 
third e-mail message does not have at least one order code specified by the user. 

The suggestion for doing so would have been to make the process faster, and 
more efficient, and cost less, as Applicant suggests in paragraph [0004] 

Claims 15, 24 refer to the system for method claim 3 thus, are rejected for the 
same reasons as claim 3. 

5. Claims 7, 19 and 28 are rejected under 35 U.S.C. 103(a) as being unpatentable 
over Gifford in view of Talati of record, further in view of U.S. Pre Grant Publication No. 
2003/0028448 to Joseph et al. hereinafter "Joseph". 
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Regarding claim 7, Gifford in view of Talati teaches the method of delivering 
items of content from a storage location to client devices at remote locations through e- 
mail based inquiry-response automation of claim 1. Gifford's transactions are for 
information documents. 

The combination does not teach that the items of content comprise technical 
support documents the descriptions of the items of content comprise common technical 
support questions which are answered by the respective technical support documents. 

Joseph teaches an automated customer support system using email see figure 1 . 
This system takes an email of common technical support questions and sends back 
answers from the respective technical support documents see paragraph 0012. 

It would have been obvious to a person of ordinary skill in the art at the time of 
Applicant's invention to use the automated system as disclosed by Joseph with the 
combination as described for claim 1. 

The motivation for doing so would have been to automate the expensive strictly 
manual support process as found in paragraph 0002. 

Applicant's arguments with respect to claim 7 have been considered but are moot 
in view of the new ground(s) of rejection. 

Claims 19, 28 refer to the system for method claim 7 thus, are rejected for the 
same reasons as claims 7. 
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6. Claims 8-12, 20-21 and 29-30 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Gifford in view of Talati of record as applied to claim 1 above, and 
further in view of Schuster of record. 

Claims 8 and 9 are directed to assigning status codes to the e-mail for tracking 
purposes. The combination of Gifford in view of Talati as applied to claim 1 does not 
expressly teach such status codes. 

Schuster teaches using status codes with e-mail [Schuster: STATUS CODE 

350]. 

It would have been obvious to one of ordinary skill in the art at the time of 
Applicant's invention to combine the status codes of Schuster with the e-mail 
ecommerce combination as applied to claim 1 . 

The motivation for doing so would have been to be able to track the progress of 
the transaction to be able to pick up at the right place if need be if there were a problem 
in the system (ie power failure) such motivation is common in the art. 

Claims 10-12 are directed to restricting and restraining access by the users to 
the items of content in accordance with specified criteria. This criteria being the client's 
device being able to accept such content, and whether or not the user has chosen to be 
able to receive such content. The combination of Gifford in view of Talati as applied to 
claim 1 does not expressly teach such restrictions of access. 
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Schuster teaches content restriction according to the user's preferences [each 
dial-up user has a profile (Column 6, lines 43-44)] and the users device [accesses user 
profile database (UPD) 330 to determine if the originating communication device is 
recognized as being associated with a user account serviced by the remote access 
system (Column 7, lines 30-33)]. 

At the time of the Applicant's invention, it would have been obvious to a person of 
ordinary skill in the art to use the user profile containing user and device information of 
Schuster to the e-mail ecommerce combination as applied to claim 1 . 

The motivation for doing so would have been to only provide content that the 
device could handle (ie not sending a sound to a device without a speaker), or sending 
data that the user doesn't want. 

Claims 20-21, 29-30 refer to the system for method claims 8-9 thus are rejected 
for the same reasons as claims 8-9. 
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Conclusion 



Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Luke Osborne whose telephone number is (571) 272- 
4027. The examiner can normally be reached on 8:30-5:00. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Paul L. Rodriguez can be reached on (571 ) 272-3753. The fax phone 
number for the organization where this application or proceeding is assigned is 571- 
273-8300. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 
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